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You are in charge of 
your travel experience. 
You can CAP the flow of 
potential obstacles in the 
transportation system 
before they cause 
problems through a com- 
bination of Consultation, 
Anticipation and 
Planning. The lack of and 
need for this kind of 
practical travel related 
information is a message 
which came through loud 
and clear during the con- 
sultations with frequent 
travellers with disabilities 
and industry representa- 
tives, culminating in the 
publication of the 
Communication Barriers 
report. The Canadian 
Transportation Agency 
(CTA) is pleased to be 


able to provide the advice 


consumers with disabili- 
ties have been seeking. 


Marian Robson, Chairman of the Canadian Transportation Agency 


Whether you are an 
experienced air traveller 
or taking your first trip, 
the Agency’s new guide, 
Taking Charge of the Air 
Travel Experience — A 
Guide for Persons With 
Disabilities, will help 
smooth the way. This new 
publication for travellers 
with disabilities contains 
useful day-to-day advice 
for travel management. 


Continued on page 2 


How TO CONTACT US vt 


We invite you to submit your ideas and suggestions 

to keep our bulletin informative and beneficial to the 
reader. For more information, or for copies of the Agency's 
newsletter on accessible transportation, On the Move, please 
contact us Accessible Transportation Directorate, 

Canadian Transportation Agency, Ottawa, Ontario K1A ON9 


Voice: (819) 997-6828 1-800-883-1813 
TTY: (819) 953-9705 1-800-669-5575 
Fax: (819) 953-6019 Internet: www.cta-otc.gc.ca 


Canadian 
Transportation 
Agency Canada 


Office des 
transports du 


Canada 


Continued from page 1 


Transportation service 
providers try to meet the 
needs of all travellers, 
including travellers with 
disabilities. The guide 
suggests ways you can 
help ensure a comfort- 
able, enjoyable journey. 
For instance, by giving 
service providers the 
specific information they 
require to meet your 
needs, asking question 
and making your wishes 
known, you will help air 
carriers provide appropri- 
ate services. 


The material in Taking 
Charge of the Air Travel 
Experience - A Guide for 
Persons With Disabilities is 
based on answers to 
commonly asked ques- 
tions, suggestions from 
service providers and tips 
from frequent travellers 
with disabilities. By using 
this information, you can 
enhance the accessibility 
of your trip. Your active 
participation will help 


make flying more enjoy- 


able and accessible for all. 


| ask you to assist 
the CTA by circulating 
information about the 
availability of this new 
guide to persons who 
may benefit from its 
contents. Share your 
comments, ideas, solu- 
tions and experiences 
regarding accessible 
transportation. 


> 


Include accessible 
transportation topics on 
conference programs and 
meeting agendas. 
Encourage persons with 
disabilities to travel. Get 
involved and help keep 
accessible air travel 
moving ahead. 


The guide is available 
through calling any one 
of our contact numbers. 
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TARGETED MARKETING SERVICES: — A WIN-WIN 
SITUATION FOR TRAVEL AGENTS AND TRAVELLERS 


WITH DISABILITIES 


Chris Stark, Canadian Transportation Agency 


Competition for travel business has 
never been keener. Travel professionals 
who have knowledge of the service 
needs of persons with disabilities have a 
competitive advantage. Recognizing 
persons with disabilities as customers 
with travel dollars to spend can generate 
business. Focusing on the service 
expectations and needs of this segment 
of the transportation market is the way 
to attract and retain these customers. 
Doing so will lead to market growth. 


Taking that dream vacation, essential 
voyage or routine business trip starts 
with planning. Choice is an important 
factor in today’s travel marketplace. 
Once you know your customers’ goals, 
ask around. Services and features vary 
between scheduled, charter and package 
tour choices for domestic and interna- 
tional travel. 


Like all customers, persons with 
disabilities strive for satisfying travel 
experiences. Travel agents which deliver 
that product will earn return. business. 


Looking beyond the disability to the 
travel need focuses attention on service. 
Offering facilities, services and benefits 
that appeal to travellers with disabilities 
can help clinch the deal. Lots of compa- 
nies provide such options. Knowing 
which hotels have wheelchair-accessible 
rooms, which airlines provide assistance 
from the check-in counter to the aircraft, 
or which cruise lines accept service 
animals is a valuable marketing tool. 


There are not any restrictions on the 
time of travel, size of aircraft or the type 
of fare available to travellers with disabili- 
ties. As members of the travelling public, 
customers with disabilities can use any 
service offered. However, one service 
may more adequately meet your 
customers’ needs than another. 
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Factors that could affect the suitability 
of a travel choice include the following: 


e type of equipment; 
e general services offered; 


e accessibility features such as 

- accessible check-in counters, 

- space for manually operated folding 
wheelchairs and other aids in the 
aircraft cabin or rail car, 
on-board wheelchairs, 
washrooms that accommodate a 
Wheelchair, _ 

- method of boarding, 
- space for service animals; 


route travelled; 


+ number of stops or equipment 
transfers/changes; 


e the company’s record of keeping to its 
schedule; 


e volume of passengers; 
e scheduled times; and 


+ experiences of other travellers who 
have used that company or service. 


Appealing to this market can be 
challenging and rewarding. 


Some of the low cost-no cost services 
that can be offered to customers with 
disabilities are: 


e advance requests to carriers for 
services such as on-board oxygen, 
carriage of wheelchairs as priority 
baggage, ground assistance or space 
for service animals on board 
transportation vehicles; 


e provision of written travel documents 
outlining confirmation of individual 
services arranged; 


e advance selection of most appropriate 
seat for the customer; 

e itineraries in large print; 

e copies of carrier accessibility service 
publications; 

e destination travel brochures for visitors 
with disabilities; 

e information about renting vehicles 
with hand controls; 


e brochures on accessible taxis or other 
ground transportation services at 
Canadian airports; and 


e the air travel guide for persons with 
disabilities produced by the Agency. € 
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SMOOTH RIDE GUIDE PAVES THE WAY FOR TRAVELLERS 


WITH DISABILITIES 


by Lynn Atkinson 


The Canadian Transpor- 
tation Agency recently 
launched a publication at 
the Vancouver Interna- 
tional Airport that should 
alleviate much of the 
uncertainty and appre- 
hension experienced by 
many persons with dis- 
abilities when travelling 
by air. 


Taking Charge of the Air 
Travel Experience — 
A Guide for Persons with 
Disabilities outlines the 
steps that are critical to 
ensuring a problem-free 
travel experience for 
wheelchair users, persons 
with hearing or visual 
disabilities, and seniors 
with restricted mobility. 
The air travel guide 
stresses the importance of 
communicating a 
traveller’s specific needs 
to service providers. It 
also answers commonly- 
asked questions about: 
on-board washroom 


accessibility, required 
documentation, 
reduced attendant 
fares, seat selection 
and more. Although 
mainly focusing on 
travel within Canada, 
the air travel guide 
also features a brief 
section on interna- 
tional travel. 


| TAKING CHARGE | 
OF THE AIR 


\VE I 


Taking Charge of 
the Air Travel Experience 
was launched simulta- 
neously with Barrier 
Free Access, a CD-ROM 
produced by the 
Vancouver Interna- 
tional Airport a su. oe 
Authority (YVR). The | = °" i 
CD-ROM explores, in 
depth, the concept of 
barrier-free design in 
current airport building 
practices as well as the 
importance of corporate 
awareness. The CD-ROM's 
release marks the success- 
ful completion of YVR's 
new terminal as a model 


A Guide for Persons 
with Disabilities 


of barrier-free access to 
the world. Both products 
illustrate the co-operation 
that exists between the 
private and the public 
sectors in facilitating air 
travel for all Canadians. 
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“Whether you are an | 
experienced traveller or 
taking a first trip, informa- 
tion provided in the 
Agency’s travel guide will 
help smooth the way 
when booking a flight, 
getting to the airport, 
moving from check-in to 
boarding, or arriving at 
the destination airport,” 
noted Agency Chairman 
Marian Robson. Her senti- 
ments were echoed by 
invited speaker Sharon 
Wagner of the Canadian 
Council of the Blind, who 
called the Agency a leader 
in producing travel-related 
information accessible to 
people with a variety of 
communication needs. 


The air travel guide uses 
a step-by-step approach to 
trip planning. Practical 
advice is offered on a 
variety of topics such as 
self-identification of disabili- 
ty-related needs to ensure 
the proper services will be 
in place when needed and 
the advisability of asking for 
written confirmation of the 
services to be provided. 


The air travel guide 
also gives pointers on 
selecting the right air- 
craft. Interior layout will 
often determine whether 
the plane can carry an 
on-board wheelchair 


during the flight, or 
whether a traveller’s 


personal folding wheel- 
chair can be stored in the 
cabin’s storage area. 


Travellers with electric 
scooters or electric wheel- 
chairs are advised that 
they will probably have to 
transfer to an air carrier’s 
wheelchair at the check-in 
counter. Procedures for 
reporting any damage to 
a mobility aid are also 
outlined. 


Travellers with 
disabilities are reminded 
of the need to check and 
double-check all travel 
arrangements. Taking — 
charge of the travel 
experience is your guide 
to a successful trip. 


Taking Charge of the 
Air Travel Experience is 
available in both official 
languages, as a booklet, 
on audio cassette or 
computer disk and in 
braille. The guide is 
available through calling 
any one of our contact 
numbers. @ 
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FLY SMART 


The new step-by-step 
trip planner and checklist 
called Taking Charge of 
the Air Travel Experience — 
A Guide for Persons with 
Disabilities highlights 
information of special 
interest to travellers with 
disabilities. You are also 
urged to request Fly 
Smart, the Canadian 
Transportation Agency’s 
companion brochure con- 
taining information for all 
air travellers. Fly Smart 
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“FLY SMART”: ANOTHER HELPFUL 
TRAVELLING COMPANION FROM CTA 


covers topics of general 

interest including: 

e Travel Documents 

e Customs 

e Security 

e Insurance 

e Smoking and Flying 

e Airline Safety 

e Reservations/Ticketing 

e Air Fares 

e Baggage 

e Delays and Cancellations 

e Over-booking and 
Denied Boarding 

e Charter Flights 


Taking Charge of the Air 
Travel Experience - A Guide 
for Persons with Disabilities 
discusses these topics in 
terms of accessibility only. 
Fly Smart provides 
information about their 
general applicability to 
the services provided 

to all travellers. & 


POWERING 
YOUR CHAIR: 
BATTERY BASICS 


by Bob Vogel 


In several ways, your 
power wheelchair’s 
batteries are like your 
car’s gas tank: both limit 
how far you can go, 
neither is worth a damn 
when empty and both 
contain all the necessary 
ingredients for a memo- 
rable explosion. Both are 
just ways to store energy 
for later use. 


Power chairs require 
batteries that can deliver 
energy over a prolonged 
time. Don’t try substitut- 
ing automobile batteries 
— they’re the wrong 
type, they aren’t 
designed for continuous 
use and yes, they do 
create the conditions for 
a big bang. 


What you need, there- 
fore, are “deep-cycle” 
batteries. And you do 
know that you need two 
of them to power your 
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chair, right? Then it’s just 
a matter of choosing 
between traditional lead- 
acid batteries (AKA “wet 
cells”) and sealed gel or 
absorbed glass mat 
(AGM) batteries (AKA 
“gel/AGM”). 


WET OR GEL? 
Much as the capacity 


of gas tanks is measured 
in gallons, the energy 
contained by batteries is 
measured in ampere- 
hours. The greater the 
amp-hour rating of your 
batteries, the greater the 
distance you can cover 
before you run dry. 


It used to be that in 
any given battery size, 
wet cells provided more 
amp-hours than gel/AGM 
cells, and correspondingly 
greater mileage. Until 
recently, in fact, 
gel/AGMs could deliver 
only about 60% of the 
amp-hours of comparable 
wet cells. However, 
gel/AGM technology has 
come a long way ina 
short time and some 
manufacturers now sell 


gel/AGMs that perform 
on par with wet cells. 

If you go through a lot 
of batteries on a little 
budget, it is important to 
note that gel/AGMs cost 
almost twice as much. 
However, if you plan to 
travel by air, and/or want 
to avoid the corrosion 
problems associated with 
wet cell batteries, 
gel/AGMs will probably 
be a better bargain in the 
long run. 


Both wet and gel/AGM 
batteries contain lead 
plates surrounded by 
sulfuric acid. But since 
wet cells are not sealed, 
their acid can escape if 
the battery is tipped over 
or the case is cracked. 
There have been several 
incidents — one in 1995 
— of wet batteries 
leaking during flight and. 
causing damage to 
planes. Inadequately 
packaged batteries could 
also jeopardize passen- 
gers’ safety on an aircraft. 
Most air carriers refuse to 
carry “spillable” batteries 
in the chair. The wet cell 


batteries are disconnected, 
taken out of the chair 

and placed in special 
containers. The “taking 
out” and “putting back 
in” of the batteries is time 
consuming and, even 
though power chairs are 
protected by fuses and cir- 
cuit breakers, if hooked up 
incorrectly can do some 
very expensive damage. 
Not exactly the way to 
start off your vacation or 
business meeting. 


In sealed gel batteries, 
the sulfuric acid is kept in 
a gelatinous state and in 
AGMs it is soaked into | 
fibreglass separators 
between the plates. A gel 
cell battery will still spill 
but because the elec- — 
trolyte is more viscous 
(thicker), it just takes 
longer to spill. On air- 
planes, gel/AGM batteries 
can stay in your chair and 
your chair can stay in the 
baggage compartment. 
Some airlines will undo 
the main power cable 
coming from the battery 
box. This is a lot easier 
and safer for your chair 
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than having a baggage 
handler take off all the 
battery leads and remove 
the batteries, as is the 
case for wet cells. 


One caveat: even if a 
battery is advertised as 
“maintenance-free”, if it 
isn’t a sealed gel/AGM 
battery, it isn’t immune to 
spilling battery acid. 


SIZE 

In the case of wheel- 
chair batteries, bigger 
really is better. If you 
want to make a lot of 
tracks every day, or if 
your chair has a recliner 
or other power-draining 
options, you need all the 
amp-hours you can get 
your hands on. 


Wheelchair batteries 
come in four basic sizes. 
Uls are usually used for 
pediatric wheelchairs, 
portable power units and 
scooters. For an adult’s 
power chair, the current 
standard size is group 22 
providing about 50 amp- 
hours for gel/AGMs, 55 
for wet cells. But more 
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and more people are 
opting for the larger 
group 24s and they have 
become standard on 
most power-base chairs. 
They deliver 73 amp 
hours in gel/AGM form 
and 85 amp-hours in 
wet form. 


CHARGING 

In general, the charger 
that came with your 
power chair will work just 
fine. The exception 
occurs if you have a 
charger designed for 
wet cells and then switch 
to gel/AGMs. They 
require different charging 
voltages and you can 
damage a gel/AGM 
battery by using a 
wet-cell charger. Never 
try to use an automotive 
charger on your wheel- 
chair batteries — they are 
designed to charge at 12 
volts, while deep-cycle 
batteries are charged in 
series at 24 volts. And 
avoid manual chargers. 
They continue to charge 
after the battery is fully 
charged, and you can fry 
your motive power. 


So use an automatic 
charger designed for 
24 volt deep-cycle 
systems, with a cut-off 
circuit to prevent over- 
charging. (Even an 
automatic charger can 
continue to trickle- 
charge, so be sure to 
unplug it after 24 hours.) 


The more expensive 
models are dual mode — 
that is, they’re switchable 
for charging either wet 
cells or gel/AGMs. Some 
charge faster than others 
(fast is good, especially 
for group 24s) and some 
have 110/220 volt 
circuitry for running on 
overseas current. (For 
dual voltage models, 
keep in mind that you'll 
still need adapters to 
accommodate the variety 
of plugs you'll find.) 


Most chargers fall 
between a shoe box and 
a bread box in size, and 
between an anvil and a 
refrigerator in weight. 
This may change. New 
“switch-mode” chargers 
convert the 110 volts 
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from the power source to 
a 4 amp charge that 
some claim is as effective 
as a much bigger 8 amp 
charger. The Soneil 
SuperCharger, for 
example, retails for about 
$250 US (approximately 
$375 Cdn.), measures 

7 inches by 3.7 inches by 
2 inches, and weighs less 
than 2 pounds. The 
Soneil folks say the 
SuperCharger can handle 
110 or 220 volt current, 
and will charge wet or gel 
batteries. 


MAINTENANCE 
Remember the part 
about the potential for 
very expensive damage if 
the airline personnel 
manages to wire a bat- 
tery incorrectly? Same 
holds true for anybody 
else doing the same. And 
given the potential for 
electrical shock, explosion 
and having your clothing, 
wheelchair parts or carpet 
eaten by battery acid, 
some may decide there 
is a good reason to leave 
battery trouble-shooting 


to a wheelchair 
technician. 


This article is adapted 
from an abridged 
version that appeared in 
the Canadian Paraplegic 
Association’s magazine 
CALIPER, Spring 1998 
issue. Bob Vogel is a 
writer and editor in 
Tiburon, California 
whose article originally 
appeared in New 
Mobility. & 


DANGEROUS GOODS STANDARDS FOR THE CARRIAGE 
OF WHEELCHAIR BATTERIES BY AIR 


Transport Canada 


Transport Canada's 
Transportation of 
Dangerous Goods 
Regulations require that 
passengers check with 
their airline to see what 
requirements it may have 
and then with the battery 
manufacturer/supplier to 


ensure that their battery 
meets these requirements: 


7. With the approval of 
the operator(s) (airline), 
wheelchairs or other 
battery-powered mobility 
aids with non-spillable 
batteries are accepted 


as checked baggage 
provided that the battery 
is disconnected, the 
battery terminals are 
insulated to prevent 
accidental short circuits 
and the battery is securely 
attached to the wheel- 
chair or mobility aid. 
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Batteries are consid- 
ered to be non-spillable 
if they are capable of 
withstanding a vibration 
and pressure differential 
test set out in Packing 
Instruction 806 of the 
ICAO Technical 
Instructions. Consumers 
should check with the 
battery manufacturer to 
ensure their battery 
passes these tests. 


2. With the approval of 
the operator(s) (airline), 
wheelchairs or other 
battery powered mobility 
aids with spillable batter- 
les can be checked as 
baggage provided the 
wheelchair or mobility aid 
can be loaded, stowed, 
secured and unloaded 
always in an upright 
position and that the bat- 
tery is disconnected, the 
battery terminals are insu- 
lated to prevent acciden- 
tal short circuits and the 
battery is securely 
attached to the wheel- 
chair mobility aid. If the 

~ wheelchair or mobility 

_ cannot be loaded, 
stowed, secured and 
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unloaded always in an 
upright position, the bat- 
tery must be removed 
and the wheelchair or 
mobility aid may then be 
carried as checked bag- 
gage without restriction. 
The removed battery 
must be carried in strong, 
rigid packaging as fol- 
lows: 


a) these packagings must 
be leaktight, impervi- 
ous to battery fluid 
and be protected 
against upset by 
securing to pallets or 
securing them in the 
cargo compartments 
using appropriate 
means of securement 
(other than by bracing 
with freight or bag- 
gage) such as by use 
of restraining straps, 
brackets or holders; 


b) batteries must be pro- 
tected against short 
circuits, secured 
upright in these pack- 
agings and surrounded 
by compatible 
absorbent material 
sufficient to absorb 


their total liquid 
contents; and 


C 


ur 


these packagings must 
be marked “Battery, 
wet, with wheelchair’ 
or “Battery, wet, with 
mobility aid” and be 
labelled with a 
“Corrosive” label and 
with a package orien- 
tation label. 


The foregoing are 
the requirements of the 
regulation (the airline 
may impose further 
restrictions or require- 
ments): For further 
information contact your 
Regional Transportation 
of Dangerous Goods 
Aviation office: 
Atlantic: (506) 851-7247 
Quebec: (514) 633-2838 
Ontario: (416) 952-0000 
Prairie/Northern: 
(204) 983-1424 
(403) 495-5278 
Pacific: (604) 666-5655 @ 
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PASSENGER TRAINS TO BECOME MORE ACCESSIBLE 


Canadian passenger 
trains will become more 
accessible for passengers 
with disabilities under 
new guidelines announced 
by the Canadian 
Transportation Agency 
(CTA). 


In 1998, the CTA 
launched its Rail Code of 
Practice. The Code sets 
minimum standards to 
ensure that carriers 
provide services for 
persons with disabilities 
and accessible equipment 
consistently throughout 
Canada’s federal rail net- 
work. The launch, which 
took place at Toronto 
Union Station, was held 
in collaboration with VIA 
Rail and the operator of 
Union Station, Toronto 
Terminals Railway. 
Participants included the 
Minister of Transport, 
the President and CEO 
of VIA Rail, senior officials 
of the rail industry and 
representatives of the 
community of persons 
with disabilities. 


The Code applies to 
six carriers that operate 
extra-provincial rail 
services: VIA Rail Canada 
Inc., Algoma Central 
Railway, Quebec North 
Shore and Labrador 
Railway, Hudson Bay 
Railway, CN (with 
respect to the rail 
services it operates on 
behalf of the Ontario 
Northland Railway), and 
the U.S. carrier Amtrak 
on its Canadian routes. 
It will also apply to any 
future federal passenger 
rail carriers in Canada 
that the Agency asks to 
abide by the Code. 


Under the Rail Code of 
Practice, all passenger 
trains are required to 
have at least one narrow 
wheelchair on board as of 
April 1 of 1998. By April 
1, 2001, all passenger 
trains will be expected to 
provide at least one 
tie-down space in a 
passenger car that will 
accommodate a person 
with a disability in his or 


her own wheelchair. The 


tie-down will provide 
enough adjacent room 
for a service animal and 


provide ready access to a 


wheelchair-accessible 
washroom. 


_ The Agency encour- 
ages railways to provide 
more than one wheel- 
chair tie-down per train. 
Under the Code, trains 
with only one tie-down 
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will set aside designated 
storage space for at least 
one more wheelchair. 
Both new rail cars and 
those undergoing major 
refurbishing should meet 
the new accessibility 
criteria. 


Other provisions of the 
Code apply to service- 
related issues on passen- 
ger trains. For instance, 
when dining cars are not 
wheelchair accessible, 
carriers will serve food 
and beverages at wheel- 
chairs and other places 
persons with disabilities 
may be occupying if 
those passengers so 
request. Service animals 
are to be accepted free of 
charge and allowed to 
accompany their owners 
on board. Carriers will 
also assist passengers with 
disabilities to board and 
disembark. Finally, carriers 
are to carry mobility aids 
_ free of charge, as priority 
_ baggage, and assume full 
responsibility for handling 
them. 


The new standards 
were worked out in con- 
sultation with both users 
and providers of 
Canadian rail transport 
services. Instead of pro- 
viding rigid procedures 
and precise measure- 
ments, the CTA has 
encouraged parties to 
find practical, functional 
solutions. The Agency will 
monitor implementation 
of the Rail Code of 
Practice. 


At the launch, the 
President and Chief 
Executive Officer of VIA 
announced the railway 
would fully implement 
the equipment require- 
ments by the end of 


1999, well ahead of the 
April 1, 2001, deadline 
set by the Code. The 
Senior Director of 
Passenger Services at 
Ontario Northland 
Railway also announced 
his railway would 
implement equipment 
requirements before the 
April 1, 2001, deadline. 


For copies of the 
Rail Code of Practice, 
call the CTA or visit our 
website. & 
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HIGHLIGHTS OF RECENT AGENCY DECISIONS 


he Agency is a quasi-judicial administrative tribunal of the federal 
[ps Under Canadian legislation, it is responsible for ensuring 
that persons with disabilities obtain access to this country’s federal trans- 
portation system by eliminating unnecessary or unjustified barriers. 
The Agency develops and administers accessibility standards covering the 
transportation network under federal jurisdiction and resolves complaints 
from consumers with disabilities. 


People wanting more 
information about deci- 
sions on complaints 
should refer to the actual 
decisions. You can obtain 
a complete transcript of 
any decision mentioned 
here from the Agency’s 
Web site at: 
www.cta-otc.gc.ca 


You can also call us for 
a copy if you are not able 
to access our Web site. 
Our numbers are listed 
on the cover page. 


This material is in the 
public domain and may 
be fully or partially 
reproduced without the 
permission of the federal 


government. Source 
credit is requested. 


The following is a 
summary of certain 
decisions issued by the 
Agency after completing 
its investigations into 
complaints filed by 
persons with disabilities 
who encountered 
obstacles during their 
travel. 


1 A traveller’s husband 
reported that Air 
Canada did not provide 
the bulkhead seating his 
wife requested to accom- 
modate her leg brace. 


The Agency found that 
this created an undue 
obstacle to her mobility. 


To ensure provision of 
the requested bulkhead 
seat in the future, the 
CTA advised Air Canada 
to improve its personnel’s 
awareness of seats provid- 
ing greater accessibility 
and to ask its airport 
departure control person- 
nel to verify any special 
seating requests on the 
passenger manifest and 
on the configuration 
chart of any substitute 
aircraft. The Agency also 
asked Air Canada to 
instruct its reservation 
personnel to note accessi- 
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bility requests on a 
passenger's file and to 
advise the Agency as 


soon as such a procedure | 


was in place. As well, the 
CTA encouraged Air 
Canada to work with the 
International Air Transport 
Association (IATA) to 
adopt a new code to 
identify special seating 
requests of persons with 
disabilities and to keep 
the Agency informed on 
its progress. 


The complainant 
reported that on the 
same trip, a women’s 
washroom in Terminal 2 
at Lester B. Pearson 
International Airport was 
inaccessible. The Agency 
found that, in view of the 
measures initiated by the 
Greater Toronto Airport 
Authority to remove the 
obstacle, no further 
action was necessary. 


| 2 The complainant 
| uses a mobility aid. 


_She reported that Air 


CTA*OTC Beg 


Transat did not provide a 
pre-requested bulkhead 
seat and that she had to 
wait 30 to 45 minutes 
before her mobility aid 
was returned to her at 
the end of her flight. 


The Agency acknowl- 
edged that some airports 
have a longer deplaning 
process than others and it 
reminded the carrier of 
the importance of return- 
ing a passenger's mobility 
aid as promptly as possi- 
ble upon arrival at 
destination. 


The Agency deter- 
mined that Air Transat’s 
non-provision of the 
assigned seat constituted 
an undue obstacle to the 
complainant’s mobility. 
The Agency asked Air 
Transat to implement a 
policy on assigning 
appropriate seats to 
persons with disabilities 
and to provide a copy of 
the policy within 30 days 
from the date of the 
Decision. Under the 
policy, the carrier will 


identify accessible seats in 
an aircraft as soon as it is 
advised of a passenger’s 
disability and before 
assigning seats; ensure 
that accessible seats are 
the last ones assigned to 
persons without disabili- 
ties; and verify with the 
passenger whether the 
assigned seat accommo- 
dates his/her needs, and 
if not, be flexible in 
assigning another seat. 


Subsequently, the 
Agency determined that 
Air Transat has met these 
requirements and will be 
able to adequately 
address similar concerns 
in the future. 


3 This traveller first 
filed a complaint 
with the Canadian 
Human Rights 
Commission because of 
significant extra charges 
for an overseas flight. 
Lufthansa required her to 
pay an attendant fare 
because she is a person 
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who uses a wheelchair 
and needs assistance to 
and from her seat. The 
Agency determined that 
this requirement consti- 
tuted an undue obstacle 
to her mobility. 


The Agency deemed 
that the carrier should 
issue a bulletin to its 
contracted physicians in 
Canada and to send the 
Agency a copy within 
30 days from the date of 
the Decision. The bulletin 
was to outline carrier 
services provided for 
persons with disabilities 
such as assistance in 
boarding and deplaning; 
a reminder to contact the 
passenger's physician to 
confirm that the person 


can travel safely; and an 
outline of relevant policies 
regarding the transporta- 
tion of persons with 
disabilities. The latter 
includes the policy to 
accept passengers’ own 
determination of self- 
reliance when their 
physicians establish 

their medical stability. 


The Agency also found 
that Lufthansa’s tariff 
provisions might lead its 
personnel to conclude 
that a passenger with 
similar circumstances 
might need an attendant. 
Therefore, the Agency 
required the carrier to 
develop an amendment 
to its tariff 30 days from 
the date of its Decision, 
for the Agency’s review 
and approval. The tariff 
amendment must clearly 
reflect the services as list- 
ed in the carrier’s bulletin. 


In this case, a trav- 
eller with a disability 
reported that Skyservice 


A 


personnel did not provide 
assistance to him when 
boarding a Skyservice 
aircraft or assign him an 
appropriate seat. 


The Agency found that 
the manner in which the 
carrier provided services 
constituted an undue 
obstacle to his mobility. 
The Agency required the 
carrier to amend a policy 
in its ground handling 
manual. This amendment 
would encourage agents 
to dialogue with passen- 
gers with disabilities 
about their needs. This 
dialogue will enable the 
carrier to ensure the 
provision of more appro- 
priate service. Skyservice 
was also required to 
amend its seating policy, 
to communicate these 
changes to its personnel 
and to report back to the 
Agency within 30 days on 
the implementation of 
these procedures. The 
complainant also noted 
that the carrier required 
him to sign a waiver limit- 
ing carrier liability. The 
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Agency determined that 
this also constituted an 
undue obstacle to his 
mobility. Skyservice has 
since ceased this practice. 


5 An air traveller who 
uses a scooter 
claimed that she could 
not access her car in 
Lester B. Pearson 
International Airport’s 
Terminal 2 parking lot 
because the traffic island 
did not have a ramp or 
curb cuts. Her husband 
had to lift the scooter up 
onto the traffic island. 


The Agency found that 
the lack of appropriate 
signage at the airport to 
assist persons with disabil- 
ities created an undue 
obstacle. The Greater 
Toronto Airport Authority 
was required to inform 
_the Agency, within 30 
days of the Decision date, 
_ of actions it would take 
to avoid a recurrence of 
this situation. The Agency 
also asked the terminal 
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operator to submit a 
report within six months 
outlining the progress 
the operator has made 
on its proposals concern- 
Ing signage and curb 
facilities. 


& A traveller using a 
wheelchair reported 
that Canadian’s DC-10 
and B-767 aircrafts were 
not accessible. He also 
reported a poor level of 
service and a miscommu- 
nication on the part of 
the carrier. 


The Agency deter- 
mined that B-767s have 
accessibility features as 
required by the Air Code 
of Practice and, with 
regard to DC-10s, that 
the carrier will meet the 
full Code by specified 
dates. As to the issues of 
manoeuvring a collapsible 
personal wheelchair 
through the aisles and in 
the washrooms and of 
fully reclining a passenger 
seat, the Agency found 


that these are not undue 
obstacles to the mobility 
of persons with disabili- 
ties. Regarding the level 
of service, the Agency 
decided that an undue 
obstacle existed and 
Canadian was to report 
within 30 days on correc- 
tive measures taken. 
Finally, the Agency found 
that miscommunication 
on the part of the carrier 
did create an undue 
obstacle and asked the 
carrier to amend its 
policy, to issue a bulletin 
to employees advising 
them of the miscommu- 
nication and to be alert 
to the needs of persons 
with disabilities. 


7 The complainant, 
who was referred to 
the Agency by the 
Canadian Human Rights 
Commission, is visually 
impaired and has a lack 
of depth perception of 
spaces and inclines. She 
complained about the 
level of accessibility of the 
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train boarding platforms 
at Montreal Central 
Station. The complainant 
is of the opinion that 
stair-lifts, escalators, 
freight elevators and 
ramps do not provide 
adequate access and that 
a passenger elevator with 
direct access to the train 
platforms would provide 
obstacle-free access. 


The Agency deter- 
mined that accessibility at 
the station, although 
inconvenient for certain 
persons, does not consti- 
tute an undue obstacle. 
The Agency, however, 
determined that the fail- 
ure by VIA personnel to 
advise the traveller of the 


options for assistance 
available to her, did con- 
stitute an undue obstacle. 
The carrier was asked to 
advise the Agency, within 
30 days, of the corrective 
measures taken to pre- 
vent a similar situation 
from recurring. 


As a result, VIA 
responded that the 
employees who interacted 
with the complainant 
received sensitivity and 
awareness training. In 
addition, VIA provided a 
copy of a bulletin distrib- 
uted to employees 
emphasizing the assis- 
tance to be provided to 
travellers with disabilities. 
The Agency found that 
VIA’s corrective measures 
will help to prevent the 
recurrence of similar situ- 
ations. No further action 
is contemplated. 


An individual 
complained to the 
Agency about the lack of 
accessibility of certain 


8 


gates at the Aéroports de 
Montréal (ADM) and 
about the level of assis- 
tance provided to his 
mobility-impaired brother 
on departure and arrival 
of Air Transat flights. 


Following investiga- 
tion, the Agency deter- 
mined that the lack of 
accessibility of the gate 
used by the complainant's 
brother constituted an 
undue obstacle. The 
Agency found that the 
level of accessibility of the 
Customs area, although 
inconvenient, did not 
constitute an undue — 
obstacle. The Agency also 
found that the level of 
service provided to the 
complainant’s brother 
constituted an undue 
obstacle. 


The Agency asked 
ADM to take corrective 
measures which included 
implementing contin- 
gency measures to make 
the gates accessible until 
renovations are complet- 
ed. ADM was also asked 
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to advise the Agency of 
any plans to improve the 
accessibility of the route 
leading to the Customs 
area. The Agency asked 
Air Transat and ADM to 
issue a bulletin to 
employees emphasizing 
the importance of aware- 
ness and sensitivity when 
providing customer ser- 
vices to travellers with 
disabilities. Both organiza- 
tions were asked to pro- 
vide training records to 
the Agency, and ADM 
was also asked to provide 
a copy of its training pro- 
gram for review by the 
Agency. 


At the gate the 
mobility-impaired passen- 
ger used, ADM installed a 
mechanical lift for passen- 
gers using a wheelchair. 
ADM also installed lifts at 
all gates which were pre- 
viously accessible by stairs 
only. Elevators are now 
available giving passen- 
gers with disabilities an 
increased level of access 
to the Customs area. 
ADM and Air Transat 
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issued advisory bulletins 
to their personnel empha- 
sizing the importance of 
assistance to passengers 
with disabilities and pro- 
vided the Agency with 
information on their 
sensitivity and awareness 
training programs. The 
employees involved in the 
file have now received 
that training. 


€ A person who is 
deaf and requires 
the use of a TTY pay 
phone complained to the 
Agency about the inade- 
quate number of pay 
phones equipped with a 
TTY (telephone-teletype 
devices used by persons 
with hearing impair- 
ments) at the Calgary 
International Airport and 
about the lack of signage 
indicating the location of 
Ys: 


The Agency found that 
the current number of 
TTYs did not constitute 
an undue obstacle to the 


mobility of the com- 
plainant. However, the 
Agency noted that there 
were not any TTYs locat- 
ed beyond the security 
checkpoints and suggest- 
ed that the Calgary 
Airport Authority consider 
installing TTYs in each 
area beyond the security 
checkpoints. The Agency 
found that the signage 
did not create an undue 
obstacle to this passen- 
ger’s mobility. However, 
the Agency noted that 
the existing signage could 
be more definitive. The 
Agency suggested that 
the Calgary Airport 
Authority consider indi- 
cating where the TTYs are 
located on each tele- 
phone sign. For example, 
a note could be posted at 
each bank of pay phones 
stating where the nearest 
TTY is located. 


The Calgary Airport 
Authority was asked to 
provide the Agency with 
a report outlining the 
recommendations 
adopted following its 
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meeting with the Barrier 
Free Advisory Council and 
to advise the Agency of 
specific measures taken to 
increase the number of 
TTYs and upgrade all 
signage, including TTY 
signs. The Calgary Airport 
Authority advised that it 
would install additional 
THYs by summer 1993: 


1 O The Agency was 
asked to review 


Pakistan International 
Airlines’ refusal to accept 
a person with a disability 
for carriage unless he was 
accompanied by an 
attendant. The com- 
plainant, who is 
paraplegic and uses a 
wheelchair, provided two 
confirmations from his 
medical doctor that he 
required assistance only 
during boarding and 
deplaning. However, 
based on the information 
provided, the carrier 
decided not to accept the 
passenger. 


The Agency found that 


based on the information 
provided at the time of 
booking, the carrier did 
not have sufficient infor- 
mation to accept the 
passenger for transporta- 
tion. The Agency found 
that the decision not to 
accept the complainant’s 
reservation as submitted 
did not constitute an 
undue obstacle to his 
mobility. However, the 
Agency encouraged the 
carrier to review its 
procedures on how it 
conveys such decisions 
to passengers. 


1 J An individual 
filed a complaint 
concerning DeNure 
Tours’ refusal to carry his 
electric scooter on a 


motor coach tour to 
New England. 


The Agency found that 


the refusal to carry the 
complainant’s scooter 
constituted an undue 
obstacle. However, in 


light of DeNure’s inten- 
tion to develop terms and 
conditions of carriage for 
scooters and its efforts to 
recommend them to the 
charter and tour industry 
through the Ontario 
Motor Coach Association, 
the Agency did not con- 
template further action. 
The Agency will monitor 
the implementation of 
the proposed terms and 
conditions and requested 
DeNure to advise the 
Agency within 60 days 
on the progress of this 
initiative. & 
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